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COMPLAINTS HANDLING PROCEDURE - 2026 

 
 
1. 

 
The member of staff identified as the person to whom clients can complain is: 
 

 Anthony Hall B.Sc. (Hons), M.Sc., MRICS, FAAV, CMgr 
 
Complaints received in writing will be acknowledged in writing within three weeks, or as 
otherwise directed by the firm’s insurers.   
 
Any investigation will be completed within one month, or as directed by the firm’s insurers. 
 

 
2. 
 
 

 
If the complaint cannot be resolved internally or in the event of a complainant remaining 
dissatisfied, the complaint should be referred to one of the following parties who will provide 
a binding decision: 
 
 In the case of clients who are private individuals:  
The Property Ombudsman - Unit 159756, PO Box 7169, Poole, BH15 9EL. 
t 01722 333306 e admin@tpos.co.uk 
 
 In the case of clients who are businesses:  
RICS Dispute Resolution Service - RICS Dispute Resolution Service, 55 Colmore Row, 
Birmingham, B3 2AA  
t 020 7334 3806 w www.rics.org/drs 
 
 In the case of general insurance services clients: 
Financial Ombudsman Service – South Quay Plaza, 183 Marsh Wall, London E14 9SR 
t 0800 023 4567 e complaint.info@financial-ombudsman.org.uk 
 

 
3. 
 
 
 
 

 
This complaints procedure is available on request to all clients of the firm.  
 
The procedure may be modified in individual cases at the direction of the firm’s insurers or 
solicitors, where they are acting. 

 

 


